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Role Profile for     performance and complaints manager
Role Title: Performance and Complaints Manager
Service: Transformation
Location: Surrey Heath House, Knoll Road, Camberley, Surrey, GU15 3HD
Reporting To: Director of Transformation

Role Purpose
The purpose of this role is to manage the Organisational Development team to provide the following services for the Council:
· Learning and Development provision including apprenticeships, short and longer term courses, professional development, mentoring scheme, support management team days etc.
· Monitoring of performance throughout the Council including reporting on the annual plan projects, milestones and performance indicators and managing the appraisal process. 
· Management of the Learning and Development budget  
· Support advice and guidance on the impact and implementation of external performance frameworks, including peer reviews, learning and support from the Local Government Association
· Programme support for change and associated activity relating to upcoming Local Government Reorganisation (LGR) including regular reporting to Corporate Management Team and Members. 
· Contributing to the People Strategy by conducting, analysing and reporting Pulse Staff Surveys.   Monitoring the delivery of the Council’s Achieving Equity Action Plan. Ensuring the team performs efficient and effectively for the Council, providing best value for money for residents.
· This role will also undertake investigations for Stage 2 complaints received across the Council, writing Stage 2 letter drafts for sign off by relevant CMT members and making Stage 2 complaint recommendations for lessons learned and whether complaints should be upheld, partially upheld or not upheld. 

The role:
· Meets the operational direction set by your Director
· Ensures compliance with statutory service delivery requirements
· Manages resources effectively within your team/s
· Has shared accountability and control for budgets along with your Director
· Empowers and motivates staff within your own team as well as other teams encouraging collaborative working
· Enhances and improves performance 
· Acts a cultural role model for your team
· Be available as an escalation point if required by your team
· Communicates and builds relationships across the Council to support the whole work of the Council bringing a ‘one team’ ethos
· Works in the Senior Management Team (SMT) as the lead advisor for matters within their team/s ensuring your staff voices are heard
· Ensures that good governance and Corporate policy is followed and that the constitution, financial regulations and risk management protocols are adhered to within their team/s. 
· To act on behalf of a CMT Member as instructed by your Director or Chief Executive  

Team Specific requirements
This team includes the following areas: (LIST)
· Organisational Development Team
Accountabilities
· Provide strong leadership and embody the Councils corporate vision, values and behaviours to ensure your team/s achieves expected positive, high performing cultures in the most efficient and cost-effective manner.
· Wherever possible, empower your staff to meet the above expectations set and for themselves to be looking at innovative ways to continuously improve processes. This should include working closely with front line and corporate services to understand the business and act as a genuine business partner, maximise training, systems, policy understanding and governance and enhance effectiveness of processes.
· Build constructive relationships with staff both within your team and SHBC, stakeholders and partnerships. Where appropriate, gain an understanding of political factors to enable you to give high quality advice and guidance symbolising mutual trust with the aim of working together to meet the Councils priorities. 
· Form positive, effective and professional relationships with Councillors reporting progress against the Annual Plan to the Executive and Performance and Scrutiny Committees of the Council, building good communication, support the decision making of the Council and enable agreed priorities to progress as effectively and efficiently as possible.
· Continuously look for opportunities for improvements or income generation to the Council whether it relates to your team/s, another council service or the Council as a whole. Collaborative working with CMT and within SMT is therefore a high priority to identify and progress on such opportunities which includes taking the lead on projects as it may become appropriate.  
· Ensure good governance within your team/s with a good understanding of SHBC Risk Management Strategy.  Evaluate and predict, any possible risks by sharing any identified appropriately to colleagues and in a timely manner.
· Your Director has individual accountability for and control of significant resources. As a member of SMT, excellent budget monitoring of your teams finances and following the Councils procurements processes is critical to enable the Council to function effectively in an ever-increasing commercial environment.
· Manage the Council’s performance management framework (including quarterly performance reports against Annual Plan projects, milestones and performance indicators, appraisals and the Council’s Values and Behaviours) to support the Council to be high-performing and to deliver positive outcomes to its residents.  
· Promote effective development of the workforce, by managing  Learning and Development function, including the relevant budget
· To perform data analysis on resident and organisational data that will impact on the overall performance of the Council  
· To lead on projects and provide programme support that relate to change and activity to deliver LGR or that will improve the Corporate performance of the Council, and provide overall co-ordination for the Council’s project management framework and delivery of the identified transformation programme savings.  
To deliver employee engagement initiatives including Pulse Staff Surveys, and support , Senior Management Team (SMT) and All Manager meetings.  
To investigate Stage 2 complaints working closely with Customer Services, residents and other managers across the Council to understand what led to the complaint and how it might be resolved. Investigations will be in accordance with the Complaints Policy and may include recommendations including lessons learned and whether the complaint should be upheld, partially upheld or not upheld. 

Main Duties 
Knowledge and Expertise
· To be the professional lead in their area of expertise, advising Councillors, staff, your Director and CMT accordingly.
· To share with your teams the Council Strategies, corporate plans, vision, values, corporate identity and key messages and promote effective corporate working across the organisation.
· To promote, assist and take accountability where appropriate for key corporate, service and team projects, achieving agreed outcomes including delivery on time and within budget.
· To attend and contribute as required to meetings of the Council, including Committee meetings, working groups, outside bodies and events.  These meetings may be out of normal working hours. 
· To provide high quality and timely advice to all Councillors of the Council and relevant staff, assisting the development of effective governance solutions to emerging challenges.
· To keep your Director informed of service issues and developments.
· To lead a high performing team/s by engaging and motivating your staff with clear communication to deliver outcomes effectively and efficiently. 
· To recognise and influence their role on the workplace culture and wellbeing of staff and to provide a positive working environment. 
· To know and abide by corporate policies and procedures including the Contract Standing Orders and Financial Regulations as detailed in the Constitution (Part 4, Sections H & I) of the Council ensuring advice from relevant colleagues is obtained as appropriate
· Manage the Council’s performance management framework ensuring high levels of service delivery are maintained and improved.
· Promote and disseminate effective values, behaviours and competencies that demonstrate ultimate performance.
· Promote and drive the Council’s project management framework
· Research, analyse and develop new opportunities for continuous improvement.
· Provide data analysis relating to residents and the organisation.
· Seek opportunities to identify and communicate significant improvements and progress.
· To oversee the appraisal function for the Council, having an enhanced understanding of  performance management best practice for organisations, teams and individuals  proactively supporting the development of  manager skills.
· Understanding successful learning and development interventions including training needs analysis, delivery, evaluation and impact on the organisation. 
· Experienced complaint investigator (or have experience of similar investigations such as grievances, misconduct, audits, financial investigations etc)

Relations with People
· Lead by example by delivering professional and courteous communications (both verbal and written) to all internal or external contacts with the ability to be mindful of possible future or ongoing implications where appropriate.
· To develop a highly engaged and high performing team/s ensuring that all staff are encouraged to realise their potential through their ongoing learning and development.
· To create a positive, inclusive working environment where staff are treated with dignity and respect and where equality of opportunities are promoted.
· To promote a culture of excellent customer service where the needs of customers are understood and responded to.
· To ensure that effective recruitment, induction and probation arrangements are in place to maximise the positive contribution of new appointments to enable them to understand and deliver to their best ability as quickly as possible.
· To undertake the timely management of performance issues.
· To ensure all staff have the opportunity of regular team meetings, one to ones and appraisals.
· To be able to have difficult conversations and respectfully challenge where needed and appropriate, understanding nuanced and political situations and identifying pragmatic solutions and options. 
· Work with Councillors, Corporate Management Team, Senior Management Team and Managers and other colleagues to support the successful investigation and resolution of Stage 2 complaints and  support organisational development. 
· Design, deliver, analyse and evaluate effective research to support continuous improvement   involving  all stakeholders (including residents, visitors, businesses and ‘hard to reach’ groups) when required. 
· Proactively seek opportunities to share good practice with other organisations and networks across the County. 
· To develop effective working relationships and lines of communication across the Council through the provision of a quality L&Dservice.
· Champion career development through the provision of the learning and development function guided by the People Strategy.  

Creativity and Innovation
· To ensure that value for money is achieved, including looking at opportunities to increase income, reduce costs or explore alternative ways of delivering services.
· To ensure that there are effective systems in place to enable the efficient and resilient operation of the service, including collaboration with other services or teams where appropriate to maximise effectiveness.
· To assess the risks associated with your team/s and ensure that robust measures are in place to manage these risks effectively, including the risk of fraud.
· To encourage and share ideas and creative thinking across your team/s from staff, colleagues and Councillors
· To undertake regular and effective reviews to ensure your team/s knowledge is relevant and up to date and to encourage this in others. 
· To follow the complaints policy and understand the role and relevance of Stage 2 complaints process.
· To assist in the achievement of Service aims and objectives through an innovative, quality driven approach.
· Support business improvement across the Council, promoting and supporting delivery of excellent standards of customer care and customer service across the Council as efficiently as possible, sharing and publishing as needed the lessons learned from complaints and ensuring there is appropriate Learning and Development to ensure that officers learn from complaints. Maintain professional development and through that bring best practice and fresh thinking into the Council. 

Financial Accountability
· The shared responsibility for the control and administration of resources within your team/s.
· To exercise robust financial control over your teams, income and staffing budgets ensuring budget targets are met.
· Compliance with Contract Standing Order and Financial Regulations as detailed in the Constitution (Part 4, Sections H & I).
· To manage the Learning and Development budget and apprenticeship levy 
· To ensure that meaningful valuation and monitoring takes place with a view to obtaining best value and the continuous improvement of L&D opportunities, including advising on return on investment 
· To collect benchmarking information to assess value for money for the services provided.
· Work with finance colleagues to monitor and report Transformation Programme savings identified, achieved and at risk 

Impact upon the Organisation & the Community
· As a Manager for a Borough Council there is an expectation to deliver and support delivery of services to the Community from the Council as a whole. It is important to be part of a one team approach for the Council. This means building positive relationships across the Council as a whole and working collaboratively to problem solve, taking ownership and accountability for team issues. 
· Managing the balance of resident experience, cost and community impact in your teams service delivery.
· Handling complaints effectively following complaints procedures and time scales as appropriate
· Undertaking training and assisting during critical community incidents such as flooding etc. 
· To lead the Council’s annual strategic planning cycle, performance management and performance review systems.
· Aligning staff skills with objectives to enable achievement of the Councils strategy. 
· Supporting career and professional development initiatives ensuring that these make a positive impact on Council performance. 

Management & Supervisory Responsibilities
· To provide a healthy and safe working environment and implement and promote relevant corporate policies and training in all work areas.
· To ensure good governance, risk management, reporting and corporate policy is followed across your team/s. 
· Undertake line management responsibility of the Performance Officer, the Organisational Development Officer, the Programme Officer.
· To ensure a continuing commitment to equality and diversity and that the Service has the ability to identify and deliver to diverse client groups and to recognise the need for a responsive choice of service delivery.

Initiative & Independent Action
· Understand and implement what you need to build personal resilience and wellbeing for yourself and for your staff.
· Support effective coaching for results by growing and improving yourself to lead and guide others towards their full potential.
· To manage your team/s to contribute to service delivery.  The ability to entrust your teams by appropriately delegating tasks to build empowerment and resilience within your team/s.
· Ability to interpret strategy into meaningful activity.
· Ability to independently research and report on Complaints and Performance  activities.
· Ability to formulate and effectively implement business cases for Complaints and Performance  projects. 
· Ability to analyse data and provide meaningful and evidence-based conclusions.
· Ability to manage Learning and Development cycle.

Continuous Professional Development
· One Professional Membership will be paid by the Council. 
· Ensure you stay informed of changes within your profession by attending relevant seminars or training as appropriate and attend corporate training as required.
· To keep abreast of economic, legislative, political, social and technical developments which may have an impact on your team and delivery of your teams services.
Customers and Contacts
Important Internal Relationships
· All staff
· Corporate Management Team
· Senior Management Team
· Elected Councillors
· Staff Representatives

Important External Relationships
· Government Departments and Agencies
· Partnership working 
· Residents

Additional Requirements

· To have a role in business continuity planning and to participate in the Council’s Civil Emergency response including out of hours arrangements. 

· Ability to work from home if required, with access to reliable fast broadband connectivity.

· No contra-indications in personal background or criminal record indicating unsuitability in this role.

· Legally entitled to work in the UK.

· Carries out any other duties commensurate with the grade of this post as is required of the Council.  This includes taking on responsibility for other staff or team whether on a permanent or interim basis.


Performance and Complaints Manager - Person Specification

Qualifications and Training
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Educated to graduate degree level or equivalent relevant qualification or demonstrable experience
	Essential
	Application, interview

	
	
	

	Demonstrable number of years' experience of working within a Customer Services, Performance Management or Learning and Development environment
	Essential
	Application, interview

	Demonstrable number of years' experience in handling investigations (these may be complaints, HR investigations, financial or audit investigations)
	Essential 
	Application, interview

	
	
	

	
	
	



Knowledge and Experience
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Relevant demonstrable experience
	Essential
	Application, interview

	 Proven experience and ability to analyse, compare and apply different performance management frameworks
	Essential
	Application, interview

	
	
	

	
	
	

	Excellent presentation skills with high levels of engagement for appropriate audience level including senior managers and Councillors 
	Essential
	Application, interview

	Evidence of developing a high-performance management culture focused on resolution and delivery
	Essential
	Application, interview

	Provides excellent levels of accurate data that is clear and supports the Council to make evidence-based decisions
	Essential
	Application, interview

	
	
	

	Be a leadership role model
	Essential
	Application, interview

	Have an active interest in staff engagement and career development, and be able to take forward and deliver initiatives 
	Essential
	Application, interview

	Good level of IT skills and familiarisation with MicroSoft Office Suite
	Essential
	Application, interview

	Knowledge and understanding of relevant duties and services provided by local government.
	Essential
	Application, interview



Skills and Relations with People
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Political awareness and the ability to work successfully within a political environment through effective working relations with Elected Councillors
	Essential
	Application, interview

	Ability to develop and sustain trusted and effective internal and external working relationships at all levels within the Council including with Elected Members
	Essential
	Application, interview

	Ability to communicate complex problems sensitively and effectively with colleagues at all levels in the organisation including Members and to design cost-based, engaging, robust and pragmatic recommendations
	Essential
	Application, interview

	Be able to demonstrate sensitivity and confidentiality in negotiations.  Be a highly trusted member of staff holding confidential information about the performance of the Council and deal with that with high levels of integrity
	Essential
	Application, interview

	High degree of probity and integrity

	Essential
	Application, interview

	Ability to remain approachable, earn respect and trust
	Essential
	Application, interview

	Ability to think corporately and with a collaborative style
	Essential
	Application, interview

	Be able to present at Performance and Finance Scrutiny Committee, Executive and Executive Briefing answering complex questions in public and with the appropriate amount of data and evidence-based information. 
	Essential
	Application, interview



Creativity and Innovation
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Experience of managing and undertaking interdepartmental initiatives and projects
	 Desirable
	Application, interview

	
	
	

	Ability to develop practical solutions to complex problems. Experience of working on own initiative to achieve results
	Essential
	Application, interview

	Excellent analytical, organisational and research skills including the presentation of these to Officers and Members in a clear and understandable way
	Essential
	Application, interview

	Ability to create and maintain effective relationships with external public/private sector organisations
	Essential
	Application, interview

	Ability to ‘horizon scan’ and research external opportunities, metrics, initiatives and benchmarks to create opportunity for positive changes in Council performance and enable Members or Officers to understand how the Council compares to others. 
	Essential
	Application, interview



Financial Accountability
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Experience of management of financial budgets
	Essential
	Application, interview

	Ability to analyse and understand the financial impact of a proposed business case
	Essential
	Application, interview

	
	
	

	
	
	



Impact upon the Organisation and the Community
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Representing the Council, including giving presentations which could be in public settings, with senior officers and elected Councillors
	Essential
	Application, interview

	Proven ability to gain trust and respect of all stakeholders
	Essential
	Application, interview

	Ability to create and sustain a high performing, empowered and supportive staff culture through positive and collaborative leadership
	Essential
	Application, interview

	Support delivery of services to the community from the Council whether it is from your team/s or another thereby showing a one team approach both internally and externally
	Essential
	Application, interview

	Ability to understand the consequences of service delivery changes on the wider community and identify areas for improvement, particularly where there is duplication or overly complex administrative or complex decision making
	Essential
	Application, interview

	
	
	

	Ability to engender trust and confidence in users of the L&D service through the delivery of quality, professional L&D advice
	Essential
	Application, interview

	Able to provide complex, evidence-based and trusted advice to Councillors and Senior Officers in private and in public meetings that may impact on policy decisions made by the Council
	Essential
	Application, interview



Management and Supervisory Responsibilities
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	A strong and effective leader who is a role model and effective communicator demonstrating integrity in a determined, positive and approachable manner
	Essential
	Application, interview

	Good inter-personal skills
	Essential
	Application, interview

	Experience of recruiting, coaching and managing staff 
	Desirable
	Application, interview

	Experience with appraisals and performance management of staff
	Essential
	Application, interview

	Ability to build a supportive and inclusive working environment ensuring fairness and equality to all
	Essential
	Application, interview

	Experience of staff investigations and/or complaint handling, understanding the impact they have on the Council and shows good understanding of the Complaints policy 
	Essential
	Application, interview



Initiative and Independent Action
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Ability to work under pressure and to tight deadlines
	Essential
	Application, interview

	Ability to work with minimum supervision
	Essential
	Application, interview

	Ability to build personal resilience and wellbeing for yourself and for your staff
	Essential
	Application, interview

	Ability to empower your staff and delegate where appropriate to build resilience within your team/s
	Essential
	Application, interview

	Works well with very little guidance working directly with the Chief Executive, the Leader of the Council and other senior officers using own initiative
	Essential
	Application, interview

	Excellent problem solver and is solutions-focussed with good evidence-based recommendations to achieve results
	Essential
	Application, interview

	Be highly organised and juggle many different priorities, meeting Council and external deadlines
	Essential
	Application, interview

	Works with external partners to deliver results and initiatives
	Essential
	Application, interview

	Keeps up to date with professional knowledge, seeks to continuously improve and keeps evidence of own personal development
	Essential
	Application, interview

	Can coach, mentor and guide officers to solutions
	Desirable 
	Application, interview



Additional Requirements
	Criteria
	Essential or Desirable
	Application,
Interview or
Assessment

	Ability to work variable hours including evenings and weekends where appropriate.
	Essential
	Application, interview

	Ability to participate in the Councils out of hours on-call and Civil Emergency arrangements.
	Essential
	Application, interview



Safer Recruitment & DBS Requirements
· Our organisation is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults, and expects all staff to share this commitment.
· No Check Required / 

Under the provisions of the Local Government and Housing Act 1989 (LGHA) this post is considered politically restricted.
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